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EBrcommendatien of che Consumer Serviees Division
C.Ou 12020 C 0002027

1, CASE SUMMARY

The Commigrinn has requested that the Consnmer Servicos Divigion (CED)
delermine, bassd on documents subnmitted o CSD by Macific Bel) and AT&T as oxdered
by Comumssion decigion D -02-017 whether the complamis fited by Pacific Bell
wpraingl ATET G0 O002-027 ancl by ATET against Pacific Bell (C99-12-024]) shoald be
destnissed. Ussemdialky, e 1ssue OS50 has been ondeted Lo address 15 whether (e
vJanoiing allegations ade by ATE T aud Facific Beli have mient, and alse whether
Taca e Hell s billing, syt impiropesc y llcd ATE& T for unantharized changas in Sorvice
provider ander Pagific Bell's “winhack™ program, when n fact the consnmer authon 7ed
the chunpe. (ID.0]1-02-017)
11, RECOMMENDATION

(8T recommends ihat the Commiseion nol dismiss ATET and Pacific Bell's
formal complaints (O 99-12-029 and CO0-0-02T) O8O0 bases 11s recommundation oo the
resulis ol inlerviews thal ifs =Ll conducied with 75 Callortie consumers whom Pacific
Bell idemtified as having cluimed that the switch of their Jocal toll telephane scrvige to
ATET was not authonzcd.

Twenty-five of Gie 73 consurmers intorvicwed wold CSE staff that their [ocal toll

seivice had heen swirched tn AT&T withoue their guthorizativn. Fhis finding

demonstraies lhat ATET E-iliiﬂ.’lltll:il! these comsvritss m waolabon of Public Ctililes Coda

scction 7880 55
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Eleven of the 75 consumers livbeoy e sead waid thae (hoy bad aulhonced the switch of
their local tall service fo ATKT. These consumers were impropedy identified by Pasilic
Bell as LLPIC dizpates, This demonstrates Pacific Bell's Wtling system improperly billed
ATET for consumers that legimmaely switched w ATET and then retumed to Pacific
Bell under Pacific 13ell’s “winback™ profrnit, When Pacific Boll clazsifies o seitch 1o
AT&T s local toll lelephone service as an intral AT A7 {also referved to a5 LPIC - Lucal
Primary loterenchiangs Curmer) dispute, Pacifis Bell sses coding in it billing systeme that
calt3es AT&T m he charged for dwo LPIC chagge charues for each wiephone line
affected, once for the allegedly mmproper switeh and onee ta retien the sonsumer b his or
her carrer of ehajce, If o consumet in fact authorized e switch to ATE s loea] okl
sevive, Lhese chargea arc improper.

Thirty-ning nf the 75 sansumnuers inlerviowesd statad that they eonld not recall
anythg about swtehing rhelr serviee provider, or thar 1o switeh had occurred. [his tay
demanrstrate inaccuracies ia Fuuiific Bell™s coding of enniplainls in its billing system, ar it
e ¥ reflect thal consumers 1orgel or boomne condused oy er time (these were compl pintg
repistercd jrz 19993,

{813 staff akso discavened that i L9999, both AT&T and Pacific Rell did nef at al]
irmues comply with e imdependent third party verificatun { [PV raquirements of sactiob
HeED S In some cnses ATET did not record the third paryy venfication of consumers
swilchimg o AT&'"s lucal loll lclephone service. Tn same crses Pacific Bell did notvisc
independent tid paey verifiention when switehing lepitimaie AT T cnstomets back to
Pawific Bell’s local 1ol ielephone survice, after Pacific Bell impropedy idenitified them as
LFIC dispytes.,

Based cm the preliminary investigaive Godmy that Pacific Rell's billing sustern

imprroperly reported [egitimate consumer switches 10 ATET as iniral . ATA PIC disputes,

1,
Tl ATAT iigims within o insids a Local Access Transport Axen (LaTA) TAT Az wers created sfie
b B=akup pf the Bisll Syotem. They are also kiomn a¢ service areas, or Yeal 10 < ulling arcas, Califirnis
ia divelod imta ] Lo Tag,
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CSL} tetummends that the Commmission retain the sstvices of un sutside auditor, o be
paid fur by reimbursernent of the Conimission’s costs by Pacific Bell, o provide o
detailed report reparding: the accuracy of Pacific Bell's process for tracking and hilling of
mtralATA PIC disputes, currcatly and for 1999-2000. The contracter will work closely
with {150 staft, which will select the firm, diract the casewoik, and mamin oversight of
project goals. CSD staffwill aversee completon of the audit, inclpding review of profect
marerials, raview of any evidence of slamming vialations, and prepavation of data
roouesls.
111. BACKGRROTUND

O Diecoreber 21, 1ON3 and Februaty 16, 2000, respectively, ATET and Pacific
Ecll filed formal complmnis  C.40-12-020 and C 0602027 against cacl ather with the
Cudilurnmg Public Utlitics Cesumission, The paries” semplaims alloged thet the eiher
had chunged the mra LA A lelephone seevice of Cabifornin coensumers withoort the
pomsurnees” aethonzanion. The parties Iater requested Mheir complaims be dismissed,

{On Febraarw B, 2001, the Conumission issued menm Opimon BLOL-02-017. 1o
Ordennye Parapraph Number 2 of the opimion the Conunisaion directed CSD atalfw fls »
report by Aungost 7, 2000, addressing the isgwes sdetttified m the Scopiig Memo and:

s jleconumiend whethar the complaints be disniissed,

& Tetermine of wihor Paoife Bell or AT&T has slammed Califomis
consuners with regard to intral AT A tol] servige,

¢ Determine i Pacifie Bell™s billing system is mproperty billing
ATET for comsemers Lhat Jeuiimalcly swiched to ATAT and then
returned 80 Pacific Bell under Pacific Bell's “winback™ DTOSTam,

and

o Fnswre that the prececding resclves all vngoing disputed charoes
cncosspassed by the foregoing issues.

_— _—
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A, INTERVIEWS CONDUCTED BY CSD STAFF

S0 selectey 4 random sample of 128 LPIC dispute consumers (these consirmers
were identified by Pacific Bell as having lodped LPEC dispots agamst AT6& 1) (ol
vonipleted intcrviews with 75 these consurners. Twenty-five of these consumers (old
CED 1hat rhei lacal toll servige had been switched 10 ATET without 1heir authorizaticn,
Lleven consumers wold OSF that they had autherized the swileh of theit local tol] service
i ATET. Thirly-nine of these consmners staled thal they could not recall anything
vk switchitg iheir service provider, or that no swrteh had oceyrzed,

CADr Investigator Richard € Mamiseodeo interviewsd 13 consumors identified by
Poacifie Bell as having lodged TP dispures ngainst AT&T. Ten of these iulerviews were
with husiiness consumers and 3 were with residential vonsumers, Six of thase consuers
{ull laemess gony i ers} stated thar their loeal toll telephone service had boen switched to
ATdT witheut thsir aulhorization. Six of ihesc consumers stated figr they did ot
rememiber any problems with diair 1ol wl] welephone service, One sonsumter could not
recall the detatls of Uk problem she had with her loeal toll kelephone scnoage,

CSEs Stephen B, Northrop alse interviewed 62 consumers identificd by Pacific
Bl as having lodged ERIC dieperes againgt ATRT. Fifty-four of thess ferviews worc
with rosidentia) sonsumers and 8 of these tnforvicws wiore with business consumerg,
Mincteen comsumers satd their loeal toll sarvice was switched to AT&T without thair
authorizarion; 1L copsamers said they suthorized the swich o ATET s loeal toll sexvice;
23 gonsumers stated that ey did ot know anything about a switch to AT&T s Incal teli
gervive Ur did not recall snything abowl a swileh: and ¥ consumets staled Lhat a switch to
AL T local toll survioe niver happened.

B. Al&T SMALIL BIISINESS SURVEY

AT&T prosented CSD wilh fre results of & sarvey that it conducied of 119 small
fusinesses. Puciffc Bell charged AT&T PIC change fees for these businasses becurse
Facilic Rell reported that these businesses claimed that sthe chunes of their local (0i]

service B0 AT&T was not anthorized. ATET stated it corlacted 143 our of the 315




husinessics, and was able toooblam informetion from 123 of the busmesses. AT&ET stalcd
that 25 of (e bnsiieeses siated they had authorized the change of their local 1oll servios 1o
AT&T aind that 11 o B businesses slated that hey had not avthonrized the chanpe of
thelr bocal ol servace 1o A'TAT. The reyglts are symmarized below:

s 25 (20%) husimeinas aathonized the changs to AT&ET s Tocel 1011 sarvice,

* 11 (9% businesscs clatmed {be swiwch o AT&T's iniral. ATA scrvice was unowthorized,

s 3% 3005) businesses misundersiood what inleLATA was (local versus local tell),

« {&(14%)) busingsees changol their mind.

w G 0] businesses wers wdrn badk By Magihy Bell,

= 2 6% busincsses supphed ather varied reasnns.

. Backarodnd of INCCrEA LA and LutralL ATA PIC Changes and Disputes

Tncwembent Tacal Exehange Carmers [ILECs) such as Pacific Tel] pertorm
prasuhscrpion cionges 0 ita subseribers’ mterL ATA {long diztanee’ and metral ATA
{lovat tall) lchsphone service, Pacihe Bell tacks and records PIC {Proma. y Interexchange
Cyrrier, or boog distanee vacrier) and LRPEC (T ocal Frimary Tnterexchimigze Camier, ar lacal
leadl varmser) dispules. A PIC dispute i a P change that the telsphons subsctiber alleges
wg not anlhor sed,

Ad LPIC dispute is an LPIC ehange that the telephone sabacriber aflores was not
authorized, Inoal ATA PIC change and LPIC elahge are ¢sentially mterchatigaable
terma. T and TIIC chanpes are made by LLECE o the reouest ol a subscriber or o long-
Jistance telephone company. FICT and LPIC changGs ame "“Cuslomer-rmtiated” il a
subscriber {5 switchad 10 AT&RT s sorvice, [ur crample, g1 the subsceriber™s tequest {e.2- by
thi subrcrber callmy Pacifie Bell or anather IT.EC). PIC and T.PIC changes are “carrier-
wilad” if the subscriber i3 soitched to ATET at ATET s request (e.o. ATET
vlettromicatly submits to Pacific Bell, or another [LEC, a list of subseribers® telephone
numhers 0 be swiched to AT&ET serviee). From the nformation about PIC and UPIC

thanges and PIC and TPIC disputes ¢har Pacifle Bell receives, il produces roports entitied
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“Pucitic InterL AL A Subscription Activity Repoct™ and “Pacifie Imral L ATA Subscriptionn
Ackvily Report”. These reparts are produced monthly and list the number of husiness,
cein telephune and residential PIC and LPIC changes fcarmer-initiated s wall as
customer-initiated) for cach telephone company tlat provides into'LATA and intral ATA
wlepthone sevice in Pacific Bell's territory. The reports aisu Bist the nomgrbae ol PIC und
LPIC disputes by businesses, coln (elephone swmers and residenses Lhat Pacific Bell
received in that month against the vazious telephone companics. On fanuary [, 2001,
Pewifi: Biell combined the mforimation about P1C and TPIC chanees and dispuies onto
otie: reperl and titled the new weport “Iacific Imier/ntr LA TA Subscription Activity
Kepor.™
The bypical process by which T1C and LPIC disputes were recorded by Pacific Beli
aeainst AT&T was as follows:
e The subscribor called Pacific Bell w mform thon that Lhe change in el Toenl wli or
long dialance tolsphene saivice i AT T was done withowl avthorizanon.
o Pucific Bell exumined its recomds and Jetermined that the subienber was swatched o
AT&T 5 Joeal 1]l ur long distance telephone service 3t AT&'T s request.
o 1'acafic Rell rwitched the sobeeriber back to his or her previous carrier, notificd ATST

of the alieration of Slamming, and hilled AT&T for an unavthorized PIC or LPIC

q
chanpe.”

D. AT&T'S [ntraLATA PIC Disputes as Reporied by Pogifie Eell

Pacific Bell suppiics ST with reparts that it compiles ef the ipterL AT A UIC and
inTaLATA FIC disputes that 3t veoeives trom Crlifartia consumers aboud other lelephone
gmpenics. The follewing tables contant AT&1 s intralLATA PIC dispures as reported
by Pacific Bell w 8D, for the periods of May 1999 (hrough Dccamber 1399: Jannary
200H) thaough Decernber 2000; and Janyary Z001 threugh Jeme 24061

- -
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ATET s May 1999 through December 1999 Tnirgl A'TA PIC Dispuies

. ——— ——— b o .

APE 5 2000 Inba Ll ATA FIC Iispules

Combined [LPIC Changes [LPIC Dhspures
Bus. &
Res. . LFMC Dispnte %
Mlan-100 8, S0l 1,929
T Tan-o 213379 14,382 ok
Jul-9y 231,649 7991
A0 262329 25398
Rep-61) 156,101 13.161
(;3-99 138922 11,383
Nov-9Y 121,127 7,187
Pec-au 168,034, 0,50 1
TOTATS [RECAT T L

Cromhined [LPIC LPIC
Tins, & hanpes Dispiates. |1 PTCT Disparta
hes. e
Tan-0{1 94 503 n.419 6.7 794
C Febid 89,67 6,165 6857
Mar-00 111,197 8374 7.5391
Apr-00 110,562, 7,734 A
[ Ay 04,950 8,530 g o,
] 95,858 R.R9S 5.5
| e e2a12] u2sg) 10.02%
T TApg-On 09,343 2867 $,93%
Sep-af 101450 9,32 9.19%
T Oct IHEL-‘I_SU 12,108 11,700
T New B0 el 1) zosw
| Do %01 10,242 13.31%
TOTALS 11534014 108,051 9.36%




AT& s January 2001 throweh June 2001 Intral AT A PIC Dispuiies

Combined [LPIC I

Bus. & Changes isputes  [LP1C Thspute

1ies, , ¥
Jan-G| 87,693 9,126 10.47%
b1 RTI93 10231 11,65%
Muar-01 103,370 12,744 12.339)
Apr-0 00y 10,148 L1.53%
May-41 se638 10,848 17.52%
Tan-01 BATIE 7839 § 37

TOTATS | 538210 ﬁ_i',ﬁ.fiﬁl"_mly.m-?,al

E. ATET s InterLATA and Intral ATA PIC Dispuies
Irom Pacific Bell, Yerizon and Natipnal Totals

Aomiria provided By AT&T shows that AT&ET™s inttal. ATA PIC dizpute ratie
ranees o 4.6 1o 12.34%) in Pacitic Bell's terrmary for Juue 19949 o Oclober 10659
AMET s tral AT A PICT digpure rate in Verizopn's territory 15 4% to 0 08 ATRT s
bational 1traLAT A PIC dismrte rate 13 47% t0 3.3 1% A T&T states in s dled
commplaint that s marketing cffoges for nterlA 14 and milral ATA and veifrcations
precesses were dentical i zcific Bell's etudory a5 compared to Yenzon®s and for the
nation ag A whale, and thus AT&T argues that ite LPIC dispule mumibers should wot difter
frome ene LLC s lerrilory 1 another. ATET 's LPIC dispute 7ates it Pacitic Bell s
territory are 117 iwmos {4 675010.04%) io 154 rimes higher (12.24200.0850) when
compared 1o {he LELC dispute figares in Verdzon's territory, AT&ET's LPIC dispie mees
it Pacific Bell's tlemitory ate 3.7 times {12.34%3.31%) to 9.9 tines hipher (4,674%/.47%)
when comnpared 1o ATET s nationwide T.RPIC dispate flpyres.

A tahle cntitlad “Hasiness [ata for Pacific Ball & GUE-CA™ provided iy ATdT
shows that ATE T s peroenlage of inral ATA PIC disputes to the number of confinned
intral.A TA changes wilh Pecilic Rell was many tmez higher thun ATET s perccntage of
izl ATA PIC disputes w the number of cotifitmed intral ATA PIC changes with
Verizom, For the nweaths of May 1939 through Oetober 1999, Pacilic Bail's puinbao
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were: 2.492%, 16.10%, 15.04%, 18.658%, 11.24%, 14.08% and 14,11%, Yerzons
numhers for the same momths wore? 10155, 0.48%, 0.11%, 0.15%, 0.53%, 0.41%. and
0.31%,.

These ratios support the Allagation thet Pacific Bell's winback progrun cansed
lepgivimale switches 1ovbe coded as LPIC disputes, and thus improperly cansed &A1& 1 tw
Be: billed fer unauthorized swilehes when in lact e consumars had avthorized the goiteh
lo A I&T

B. Factlic Bell's Winhack Marketiog Fropram for Its
IntralLATA Telephc e Serviee ja Calilfrrnia

Pacific Bell statad thar afier it receives notification that n costomer switched his er
bier Incal tol} gemrice 1o aporther carmigr, n "winback™ latter promanag Pacific Bell's
FCIVTCe 15 soqn 1o the customer that moludes a toll frae telephone number for one of
Fuciftc Bell®s Corporany Cafl Centevs (OO, "Winhack™ activinye is handled by these
{20, which handle calls feam customers responding to the "winbaak™ letter (or
"luboand® cails) as well as calls by Pacific Bell telemarketing reprecentatives to the
ceatmners (ol "owmboniul” calls),

PFacific Bell sndicated that a winback conld be cither authorized (in which the
cuilsemier aated that the previens switch away from Pacific Bell was with their
authorizalwn ) or unauthorized (1o which the consomer stated that the previons swatch
away fram Pacific Bell was net with (heir suthonzsien). Paomlic Bell mlvome il
telenarketing vendors of all hosincss customers who bave lell Pacilic Bell's docal 1ol
cervice. Pacific Tell's relemarketers then contact the business customers sod reod @
propared sceipt that asks if the husiness customer authorized the changs 0 ATET™S local
101 setvive. HF the cusdemer stales thal the elinnge was authorized, Pacific Bell's
lelemark cfers explain the bencfits and vafues of coming hack tn Pacific Bell's locul wil
service. | the husiness customer ravs the change was not anthonized and wants to return

i Facific Mell, the lolemerketer completes an onder to relurn them fo Pagifie BelFs loval




nll service, and them sends the informiation 0 Pacific Bells YCSC (Businesis Channe!)
whoere the order i3 20ded as an poauthenzed LP1C change (an LPIC dispute),

Pacific Rell siates that there were instances i which winbacks were mismakendy
¢lugwificd as disputes, but that it does nol know how many tiomes this oceyrred,  Pacific
Bell states that it is aware of 4,114 winback businuss reply onrds thul were crranrecously
processad us AT&T TRIC disputes tather than as winbacks, Pacific Bell sigies that its
policy ir 10 clessify o switch in aervice previder as o dispute only il the conswmer

indicutes the switeh was unauthonmsed.

Bugsizves Blinkenk Calls By Tucifie Hall from Mayw 1009 to 1 gy pr 2000

) Culeund | Inbornd Calls_ Todal .
| Vapiens Business Centers 1237 [332m 45, 50F
Mo Notes _ N'A ! NMA b
Totals 133m a3y L A5.004

(i.  Independent Third I'arty Verilicativa
Jracafic Bell obtained a lecer of muthozadion {LOA) Iom business curtomers who

tcur k0 their loeal toll sorvice. Pacific Bell stated Ui for residential crstomers its
current proceduses require TPY on all "woinback™ cusiomers retuming to Pacific Bell's

inral ATA toll service,
Pacific Ball stated thal for the period May 19949 through October 1997 it used

stumed 7.0 10 e o conlirmation By an independent third party venrification eonpany
Lty eomdim residential iclephone subscribors’ decisions to change their [ocal tolk telephone
servive 4o Pacific Bell.

Paci e Bell alsa stated that they did not alweys use thard parly venlication when
refuntg, residential customers back to Macific Bell's intraL ATA wll service as parnt ofits
wmbyck progom regardless of whether the winback wag ¢lassified as anthotived or

unuuthonized. However, sootion 2889 5¢a)( 3} requires te] ephone companics {0 tilize an

17}
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widependent thivd party verifivalion company to confitm the telephome subserber’s

decision to changs his ur her telephone sery el

Also, AT&T indicated thad it did not record the third parly verificalion for
resiedential customers intho 1999 tme period. AT&T also indicated that for seme LPIC
caspirtes, AT&T had a differen isiomer of tecard fthen did Pacilic Bell} nn its account
fior those 1elephune mambers, For odber LPIC dhspotes, AT&T had 0o recerd of those
costormers, of netecord of thar phone gember in their residentinl systonls, or AT&T never
reretved an LEIC dispute from Pacific Bell for this consrimer.

Thus, sta{f’s preliminany invcetigative ndings indicate Ul bolh ATET Aad
Pacifie Rell may heve viotated section 288% 5{a)(3) by failing to al all tmes ro perform
and record independent third-pary venfication of consumers’ authonization to chanec
refeplione serviee providers.

Iv. CONCLURION

(S0 recommends thit thy Cormnussion 201 dismss the Fmal compdaimd dockels,
£2.99-12-029 and C.O0-M-027, in order +o povide a forum o review anid consider sluff™ s
prolinnzary findings and conduct further investigation, $1all°s interviews with cots ey
demomstrate thar 235 slams acverred, bazid on statemnents by cotsumers that the therr
lelephome service provadst was swilched o0 ATET wathout parmission. Siaffs iuerviews
Jurther desnatrane shal Pacific Bell improperly coded complaints as LPIC dispules and
shirged ATET for LI change fows, when in fact dhe consamer bad authorized the
switch 10 AT&T. S1aff's review of Pugidiv Bell's documents aikl discovery respinses
indicate that Tacific Bell™s “wmback™ program caused anthonzed swilches to ATET 1o be
improperly coded as LPIC dispules. This problem iz furtier demonstraled by the

. lrhective Tunuary 1, §99%, section JRRO.5{)0 M seutes Hing R sale of Tosidontial taleplinne service. the
subses oz aleision oo clunpe his or ber telephans e2FYS pooyider shall be vondirmed iy iy e e
third-party Yenficotion compary. Section 3580 3430 Kose an th woride roquiremene Lhet mlep};nnu

Ch e NENE sawst fullow wliee vt lizimg tied pacty verificaliom. Jiarthe sgles of onoreaid enfiol se iy ices,
ﬁecil_clll ZEEDA]H 02 ) wlltvw s Lolephrine corpoantions oo afifiae four ey, imetidiog thed parly
vorificetinm, 1o confitrn the ngeresedonlial sabwecibee s detision Lo cha nge i o7 ke tcleplume sopyvice,
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dispraportionate mumber of TFIC disputcs reported by Fuei{ic Bell atinibutable 10 AT&T,
as coinpared o other jurisdictinns. Therasfors, CSI further recomminends (hat [h::
Commisswon rotatn the services of an owurside auditor, to be paid [or by reimibarsement of
the Cimmissian’s eaatd by Pasifie Bell, to provide a detailed report regarding the
aceuracy ol Pacific Rell's process of trackéng and billing of L1'1C dispuutes,

COPNSUMER SERVICTS DIVISTON
ALGUST 7, 2001
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FUBLIC SERYTCT COMMESSION OF THE DISTRICT OF COLGMBIA
- 1532 H STREET, N.W,, WEST TOWER, SUITF. 280
WASHINGTON. DC 20005

ORDER
- Jone 25, 2@01
TTol-1, TN I'-‘l LI o
WASH]'H IMTEORITY iYy
INDEX AND wa__n&_m Mo

IEIIH]

I. By thiz Order, the Pubhc Service Comsmssion of the District o FCo humbin
CCommission”} sraoits i pant and dewss o parl the tadff amendment applicatipn fled
hy Vengon 'Washinptan THD, Inc. f“'-’msz["‘fhmﬂusprwudmg. The Copnmtasion
direas Viorizon T o resabmiv its amended tasi (T pages, includmg propesed Section G5
- and relaied osenelirences, bat excloding Section, GE and related crost-referencsas, o
tht the Commizgion may publish ¢ poynpiete and [epally cotrect Moties of Find
Tnlemalang o the DO Rariver

| B BACKGROUND

2. Cm March o, 2001, Verdzon DO filed the wriff emendment npphmqu
being comsidered in ihus proceeding {*Application”) with the Commrission,’ Notiee nflJ:Ils
{arif amcndment application was published i the D.C. Regisrer on Marsh 16, 2001 % In
- its Application, Veriron TIC requests antharity bo anad the following pagos:

GENERAL THNNEX, INTRASTATE TARIFFS P.S.C.— DL
Inder, 6* Revised Pape 2

T Revised Page 14

GENERAY- REGULATIONS TARIPE PAC. - D.C. NO, 201
Conteaes, J.D'meeﬂl'ngel

Seriom 1, 3™ Reviged Page 37

"1™ Revised Page 34

Original Page 39

Venzem D) explains that thids tan T amerdingots witabheh charges, laomn amd condidons
amdor which a oustarmer’s Jocal exchange service will be provided by Verizon DC after
Bedng switched from & competitve local sxchange camier (‘CLBEC™). The oniff

- ; P PEC, E.L_D_.menkmnr
Amhrmu,i-umidtﬂ,RlﬂhmqrM ‘umﬂc.w-lmr Clay, Ir, Commmsaion Seemotary,
(v erizop DO Apphioares™ ﬁludlu{i:chﬁ-iﬁﬂ’l

D

: 481G Bor. 7054 (Murch 18, 2001), o STAT

_ "ﬂziznmff
O

-—— T EE ol 1 ! ;.
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Order No_ 12(4] Page 7

IF3 For these reasans, the Campimission is denying proposcd Scchion G6. Lhe
Unanthorizod Local Servige Provider Change {Tmpe violates the FCT anii-slrmming
Trfes, ampodes cumperion, atd Rat the polentisl @ iead to double charges oo CLECE.
The Copgpizelon is cognizant of (he concerns axprasssd by Mz MoCrucken and Ms
Fnplus:, both of whom allege that they Juve bear shapaied severel fimey gnd sesl #m cod
ra glanitning m the Dngmict of Colwmbia  However, Veriwon DC's proposed taniff
auendment might not deter Samming, so consumes o StwEtigns similar to M
o Creeken and 275 Hushes will not Gbtain the rlief they deine itom this Application

IE CONCLUSION

1%, The Conomission wrepls Vetiton IS request to ald a wew Soctiog &35
razs 37 of its general reguletion taridll penniding Verizon DC to asess » Change of
Lol Service Provider Charge by sustomers switching fom anatbor local service
providec o Verzon TaC, The Cunrmssion Jonjes Verlzon BC's requast to add 3 new
Unarthorized Lacal Service Provider Chenge Charge, bocanse this charge violates FCQ
auti-¢iapamester vyl tions.

20, Bowwe the Comypssion ermors i pard and denisg in port this tanit
smemdThent applirtion, the Commission ditcts Verizon DC ta file an amemiad tanff
smendmeni gpplication inemding enly thc portions of te tar ] that have beeh approved.
Venzony DO is reguesied 2 provide this antended applicagey within 10 days of the dats
ofihis Orde, 5p st gz Corntvission may submit eepedi liously G ﬂ;rpem;mn.t: Notice of
Firra] Fndemabing to the /10 Regleer.

THEREFORE, TT I8 ORDERED THAT:

21, Venzon ‘Wahingten D, Ine’s proposed Secfion GS on the £ Revised
Payw 17 of its i smepdment application is APPROYED,

. Vegizon Washington D, fer"s propased Section G on ibe 5% Revised
Fepe 37 of jiy 1A amendment applicatinn = DENIED;

33 Vrigon DIC is directed vo mabeit 3 revised rariff apendment application
including Sccfion G5 amd ite mlawd eroszrefetences, and oxciuding Socdon GF end a3
related cross-oe forcnoes withig 10 doyn ofthe date of this Crder;, and

34, Secyon GS and ifs related «use referesees shall become eféstive npon

publicatian in the D0 Sexiwer.

P.CLAY. TR
“COMMISSION SECRETARY

OMMISS)ION:

4 TRUE COPY: BY I
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boirg swilched from « competittve local wexchupe camtr {*CLEC"). The tanff
amenddments also establich terms and comditions nder which Verizon T wAL assece

ClLBCs a charge for chagpiag lo-:alsem-.—vpmummmibmtm-: CuHomer™s consett
fu&rm#mwn 28 “glanicg™).”

3 U Apnl 30, 2, AT&T Communicaacas of Washingion, DT, Inc.
{(“ATE&T"} filed conmuments i rosperse to the Notics of Proposed Roieguaking® Two
comnumirs, Anma I MeCrthon d Masifs Hoghes, filed [sitars with the Conmission
regarding thic taniT sppleaticm om May 3, 2000 ad May 7, 2000, respectively,” Mo
Raoply Camments were fles.

11 SEISCUSSION

4, Through ¢ Apphcrton, Verzen DO weekx to impleapen] twe pew
charges. Tirst, Yorizom DC proposes 2 pew charpe for customery of olher locol exehan ge
carviers that shapge their lorsl exchange serviee 1o Venpon [ Second, Vigizen DO
sxeks to impose 3 eharee on CLECS that Verizon B deems v bave sTammed customers.

A Chaenpe of I.ocel Serviee Provider Charges

5. In Propussd Section 35, Virizom FXT scekes to impose the seme sarvice
cponecton chages and the terme a0d copditions oumally sssociated with a request for
new servics on custammers that switch from o Incal exchamge carmicr other than Vetizan
[HC to Verizon 2O, Vegison DO pladues Ul it will make every reasonable eflimt w

spmre that thert 16 o6 lapse 1o focal f!:l:l]ﬂ.ﬂ%ﬁ service Junng the kanafer of a cibtomer’s
scrvigs fiom a competing provider's sarvice,

) No party Flod comments on this aspect of Verizom DC's Applicarion. It ds
ressaesble thel Verizon OC would sesk to apply the service conoection charpes and the
lpmpreg mnd monditiong aoscwdated woith pew cerujce onders to scooores o0 costomers thar
swilth from aundber local exchonge cartier &y Verizem DO, Customsiz switclmg from
anothat previder to Verizon D are no differem than new cneclomers. Verizen DO om
perivan the same ectrvifies for the swiwhimg custemsr ad 5% 4 Lew chglomes. Vidlion
DC's proposzls do molt discrimvinabe r@imét Gustontecs that #re switching from snotier

o :.-. .'... .'j". EAM l"'
mmwh&mwwwwﬂﬂmm
of Washingtea, D, loe "s Comment on Vertzon 's Prupoeed Tardt Hegarding ifs Urtuthneized Local
Stvive Patrviidts Cange Cliiope (AT T Commoenis™), Sied Apail 36, 2001.

: Lstiar frurn duma 1., McCracien i Jesse B, Clay, Jo, Comnanssion Secoetary, fleg My 3, 2007
Mﬁﬂ:ﬁmhhbﬁ'ﬂ“hﬂﬁfﬁﬂbﬁﬁﬂuﬂlﬂiﬂhl* Cray, ., Commateslin, Socrary, Gisd May 7,

2001 [“Rughee lete").
: Vet DC Applicetien, Section 1, 5 Revised Page 37.
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1 sowmks W Iupse the charge bafors the Commission bas adfudicoled the sla.mmmg
complaint™  This decision by Verizow DC is iamamoumt t having Verizoa THC
Atefmine whether slammming fas occwrst Verizen DO e¢donol make tha dmmnn
besatas the FOC has degignaed the Comirssion, not the snormbent loesl exchamyy
cartier, as the doridinge et

15 Whils tic FCC's regulations regoire Verizon DO té inform an alleged
AN tharized provider i it receves o slammine sompintet from & customer, . thers IS o
language in the proposed tanffmnmdmmlmditmwhm antwﬂnmlﬂrﬂm
alleged unanthorized service provider of the slamviing scunplamt.  This omissin doe
ot exprasly conteadict FOC iy, bot withoot this languege, Verivon DR fariff
provistpn could be igterpretss] in such a way as 0 pul reguire Verizem DC 0 tfomm an
allegad unamthorizad provider of 2 slonmieg complar, which wattid viclata the FOC's
ant-slarnpdng mleg

15 Venzou DC prepoges that if the Compuesion dorcrmines that ¢ slumon gy
has oot aecnried, the CLEC ma¥ metaver “INY tonecuning charmes nssessed agning the
alleped 1mﬁl.ll'l:ll.!n.!r'.‘-li loczl service provider by Bell Atlamic = Washipgioa, Do, e ™
fropn the customer.” This provision means tha the CLEC canmol peover the wronghilly
charged [Tnastivizzod Local Service Provider Change Charge Gom Veriroty DO, whoch
rallanted Hre charge: the CLEC mirst collect shiz charge fow the customce. Verizem DC
rreeivis addittnal revenwe, which it is nof peyuired 1o forrn, Creatitip an meentive for
Verigon [ 1o collect this charpe a5 often as possible, A{i:i:lt.ll:mall}' the CLEC soawsx,
and pozsibly severs, iteielainn=hip with jir custemer bY mposmg an additional charge -
arsersed by Venron DG, not the CLEC - o e érdtoyuey. Imposthon of is addifonsal
charge is mH-cmperitve, since @ Sscouragea ouslnmers from coatinuing b be served
v CLEC: Afley 7 slantiing Jispute. [t provides addiicnal cevenus snd 90 incemive: 1o
impane stamming tharges for Verizon BC, which afeo deters competition

17, AT&T alleyes that Verzon DC7s proposcd tarifl moy, & Maclics, lead to
deuble recovery of seTvice conpecton charges, ATET assants that in some instances, it
chonses 10 pAY & COSIOMEr's cosE it relUrming to Verinon TN, éven though ATET hae
sufTiciext verification of the custoruer’s vhange in servics providems.” In these instmces,
AT&T would pay the service conmectisn shirgss o the cwsdtomeor io be mwrasd 1o
Verizen DC 22 well 2z the weaethorized local servico provider change churpe aetegged by
venzan C of i CLEC. The Commission eomenirs wiel) AT&T s aTgumstds and is
concerned about the possibility that CLECs may be churged double fBr the 2aikes moidont.

= Frupomed Recting 5§, 5 Revipd Page 27
b 47 CFH § 64.1150).
i Proposed Sestion; (6, 3% Ravoed Page 17,
a ATET Coramenrs at 7.

e . — —_— L —— e —r
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lecal cxehange provider” For these reasons, ihe Commissith approves proposad Séction
{35, tha Chagpe of Loeal Servies Frovider Charge,

B Coautherized Lol Service Fravider Change Charpes
1. Parties’ Comments

7 Ywuean DO also sesks to mpoge a Sicorete charge wyon offmdmg CLECs
that cwdtch & Wenpen DD customer & i wervice withow! the costonyer’s ¢onsent
Verzon TW's :ﬂ:.pph-:.mm provides thal 1 a costomsr alleges 1o Varizon DC thal a
cllangs m local sevice providers is mmanthorized, tes Verizon DC will chorge that
ety the servics connecton charpes woed to restore the custormest o Verinon DC.
The propused amendment @ates that if m allegmnon of uwnanthonzed changes is foowd 15
be [nvahd, then the vindicatad CLEC unychafgr- the cusTOMOT any NORrecITENE charpes
assessed against the CLEC by Vetizon DC.F

8. ATET wpjroses Vemretr DO preponed Unmthorioed Local Service
Frovider Change Chatpe. ATET asseris @4t Verizon X has drafted dre tariff
am eadmert 10 allew it to impose this cheree, withoot regumag that a costomer inform
the dilepedly unanithopized provider or the Commassion of the allegedly wmarhorized
chun@a. AT-SZT prvteste the tack of any upportmity to be heard befors the impasiton of
this churge” AT&T comicnd: (hut irposition of a charge against an allegadly
moanthopgsd provider hefore 3 Jefepaatdon by this Commpdszion or the - Fedesul
Cammupieardons Comeussion (“FCC7) violatss FOO entl-glgmming reles'”  ATET
farther coatomds that the LmiT lasgnage provides a disinesptive for somomers to Sle 4
sla:m::l:ng complelnt, pessting e CLEC's opponmmty to POTE that the chanp= 1o
s&rviee provider wae aetdicaed.!’ In addition, A T&T sttes that in some cireomstane e,
a CLES may chovss o pav the caste to switch a customer alleging an immmhorized
change back to Verzen DC withoutr adminivg fighility. ATA&T cottends that undar
V::aiznn]j{]bmﬂﬂ"lm&g@m&{:wcwemmymiccfnr&mminﬁdmi ups
ths customer to smt::hthﬁmstnmm I Verizen DC, and a second bme to Venron DC fur
the same coses. . Tioally, ATET alleges that Variesn DO tarifT -'nunumlmmt applczhon
‘mpedeg lucal competition and roiilzats the Commutsion 10 [yt it

; Dtmmitiﬂﬂ!mdﬂ‘{mmmwﬂymwmm@mw
service: . rondersd, shell be redasabis, justaod nonde=ririnatory.~

¥ verizonm DO applicaton, Sestor 1,5 Bovied Faga 37

K ATET Commmntt ara,

- ATET Somxmemts ai 1.
h ATAT Conrnents x §_
i ATET Commmenig s 7.
“ AT Cafamarts g1 0-1(),
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Verizon DO must alse xeftr the cuslomer ta the Commission for resotion of the
complamt™ {4 the customer complains first io thy allcgedly wDewthorized service
provider (hat @ #lam has oecurmed, this provider must alen adwize the vuglomer to Sie o
corrpleint with the Commimion}” When the Copguecsion mceivex o slarmming
compluinl, i must Inform the glisged nrsechionize] provider of the exisiencs of the
vompleint an order thor ol unpard chirgas be ronoved fom e ouswemer's bill for the
Arst thisty days sfter the change wisl the Coammissien hos resolved the complaint 2 [he
Comimussion wonld then lrvestigeto the slamming sllegation md deenmine whether 2

zlzm has ococurad,

12, If the Cormmigsmon finds thar a custorner bag been slammed, theo the
Comrnitdoy nay order different fomms of Testiteion, depending or whether the custamer
haz paid the unsuthonized service provider and the Hming of ihe complaiot. It the
sagtomor has tok paid e erawthonzed provider, dhon the Comiiszion mey doeanine
that the caslomer is rhtled to absolution frors the first 30 dewg of (harges, Heither the
aulhorized nor the \mauthonzsd carier mey colect these charges from the subssriber <
If the costormer has incumed charges for more fan 30 Jays aftor the unavthorized hange,
e ppmthorieed amer must forsard the custamer’s billmg informeation o tioe
sotharized carrier, which may b1l the sesramar for the charpes ineuned after the inihal
Sduy peried.™

12, Ia costoory ks paid the marthorized cavrier same or 21 of the changes,
then the Corpmissien thall order ke onanthonzed carrier o oend on pmvun: equal 16 1 50
peroent f the charges pafd By e custorser and copics of a1 cofephone bilis ssrt 10 the
cstoener to the authorized ppowder™ The anthorzed provides Iust give the custonser 2
refund or et of 50 pervent of the chaspes paid by e cutomer to the unautherized
provider ™ The aufivrized Camier rotzms the remainder of the payaiants rcived fromt
the umautheorized provider. Addivenalky, the antharized sarier may colisct reasonahls
bilfing and mnilection expenses in coflasting changes rom the mnavtharized camier™

14, Mamy of the provisiens in Verron s proposed Unawthorlzed Local
Senvies Prowider Chepgr Charees vinlate the FCC miles outiined Thova. First, Vorizon

n ATTFR 846411500
1 47 CER_§84.176%Ke).
= A7 CER § 84115000,
= 7 CoFuPa § G- LG
- a7 D PR § G4 116N
= STLFR §64. /1700
H 47 OFR B A.11700ch

@ 47 CFR § 611 70¢d).
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o e [wo comsumors Eling Jedpers with the Commissien ag thiz {anff
amendment application sopport Verizan [MC'9 Unawstberized Local Servics Providsr
Change Charge. DBofh consmucers allege that (hey have Best Alathosd sevsal e,
They predict that Verizon ['s charge will reduce the dmowit of slarmming ineidepte.
Addigonally, b5 MeCracken supporz Venzon DOCs intent 1o ave te CLEC, ot (e
cansnmer, pay the service cunmiection thﬂ‘gﬁa Lt the Conommner ocurs because of an
unmithanzed changs in locsl providers™ Mz Hughes aba supports the Unanteized
Local Sexvice Provider Cliange {havges, pariculadly If twae chEfic: aw rehoacdively

H.P:[Jhﬂd i
. Dixcosskon

10 'Ihe FOC has davaloped comprehensive abb-gleucing l'lI.I-H that: ;oply
equally 1o loval exchangs, intm-] 414 toll, asd inter LATA soli slamming ¥ These miss
rsrahlish stzndards for delermmmog when slamming has oteaned, mcoluding requiring
aorvice providers o oblain sl otam specife vorifisation mformation Goan ftHolners
fomring 1o change providers. The FOC indicales that its rules cstabligh omimmom
veriication procechres, bur stzies can eresre addibonal werification procedires 1f Jocal
circurpstances wamant,! Sram commissions have the authority to adjudicate slamming
lisphnes orising omder these rales. '

11. The FCU rilas eatzblish procoderas for pundnpe a siamming complaint
agairat 20 allepsdly onanthormeesd servive previder, 15 2 customer informs Yemzon DG
that g change it Iwa] sevwive prowider is unacthorized, than Veriton DO mest infare the
alleyed unauthorized canier, asd #ny cemicr Abthoried the cusiomer &= the
custamer's locat sevice provider, if diiterent thm Yerizon DC.P Tlnder the FOO's nules,

H rLeThacken Istier ax 1.

1 Ilnpherna Tamey ot L

" Impiemsmididn &F R Sublerdh-  Czma Seleomen Chmper  Frouloms  oof e
Toleoomemerteanors Aca of T and Policks ame K ©oncemtiey Dietioried Sranges of Commemes
Loma Divin e Lgries, O30 Procker Mo, $48-12%, Seoand Report mad Chiter £0d Further Notiee of Propoesd
Rulemaling, 14 #OC Red 15404, 1357, 7 &1 {1998} {"Secniare 2y Lvle™), ateped in gy, MCTWorldonm v
FLo, Mo, $-1125 {DLC. Tir. May 13, 1988), mofion 10 disselve sty prowved, MCTWorldoam v FOC, No
YT T2 {DLC, Cir door 27, 200

" Spmpon T58 Chrger ax 1561, ] ET. The Commrindon bucs oot yel deve iopad nry sddrirenn] sbormenring
=

" Sectign 3¢ Orderar 1565, 1 90,47 CFR § 64102065 47T CFR § 6L In theSaenion 258
Ovder, and &7 T FR § 63,132 a}, the FOT mdicatos that s conorrsaons have e aabooty o epfiyes
e FLCT® slvpmeinp mije: G intresmbe shdaeguene.  The FOO aly peovided Bat siele wvmmmsmons may
clatt:ocnfmc:jr:?ﬂﬂamluiwmmslmmgmmm4?ﬁﬁﬁ,jﬁill& Tt [ mnigsion
has elemizd i s

e 47 CER 64 1150a)

L K
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PIC and CARE Administration

Irrdusiry Problems in Searcir of Simple Solutions

U priowry driver ke compegtionn the T4 aver the conse of the pacl 17 vears has bevo Lo glee
consamers and husinesses Lthe abilitg we choose theie @srvice providoens mck, eowae D ings chowen, tu
rhangn thefr mirde anad o rwoee’ 100 ner provizEer, This hapowerwed first in T84 for lonyr dostanoe
ke betlh wireline hnsiness aml residentnl consumers, then apain in T%W9e, Bor lecal seevice for
winclion buosiness cnstomers and will hapoen for witeless subaecbers beginning next vear in
“wEn i lor 20

This freedom o cheose 5as mosolbd  in many benefits: Custnmers car reduce their
ke mmmunications coste b peice shapping for cardees; proec e qualite of Beir servioems or the
LA o sepvrinos gvailabla o e Iy rlhan ginp carviers. It [vae alen spmlared careiors o roll onne
new prndocts aned aeredces thar they meay not have done stherwise, to differemtiobe Beomselves o

c:ricor Lo ettt s cnslboanaers

Tovenalle fhese Treedowns, Jaees anwd regulalions bad Lo e enacled o semese Barriers [o change. o
1AL, B B nalde Cheics in lmng, dislanee carviers, both [acal and lang distanee previders ware requized
to make chanpes i Berwe seriehes weere provisionsd and how information aboer custamers”
preterred amber-cxchamge earrier (PHD) clsices are collecthed 20d managed, Tn 1996, to enable chotee
in local carvies, local =nd Jomg distanee prowvidere were reonired to skl even nems seeepring,
colarges— e Ewar nebwarks, e tw macer oo wlich ey oleeeonmegizgd with each nther and o how
Iher did business wilh each olhes

Ulae &m0 vl hig paper i@ howe changes 10 the business Telabenships bobereen cardens have coooded
Bsir probioms for custemers aud camers alike, Well examine hese impacts, belivw, amd then Jiscnss
soveral promising, highty achievable solutions,

The Problem with PIC Administration

In Tugd akfhe Hme of dvecitu, i et determined e incambent local evchange careicrs would
Lo peaponsible foradinaustening e custnmer's chiica of preferred inter-uxcheoyge cieeies (I The
inczimbents were a natoral choice for Gue joh=Hwy were prodithided rom providing long disfance
supvice ad Wb refore Lad 0o imeeni’ee 10 mis-mana g FICS This oveangemoen worled welf for vears.
Ful 1he =0l o incnmbeands kst long Jistance as twey eeceive "2707 Aapprovals has itrodaced
seweril foeturs that have snd will cenbinue bo canse this arangement fo break dow,

Customner Impacts Resulting from PIC Administration Problems

«  “Hlamming” which happeny when 4 new dong distask e caren Jnanges the custornor's choice of
PIC writhonat asking B ousteneer. This preblom conliuies to plagne the indosiey.

= Droblems witl: PIC Feocse —fwe local cavrier auy wmatically frecees the customer's TIC withon
sy e 1 Ko led e, oaking ir difficalt cor te customest e rhangr rareiers

+ TUramming” e Tsoft slam,” which Feyprpens wher both dw old and oew carriers Bl the
s L e
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= Cumnerscroe and coogples procosnes By subee billing pralicey sl kg from T st gemend
of TR Cuslomers are oiten cenfused when Bying o deride which caricr=Iocal or leng
dislonwe. all o ncewe —tocall in order B0 Jesolve 4 Kiling peablem, 1 by choose Lhe wreng
variie, E'.-ri.'-ble!m G Lakue Japs me ovene weaks 40 solve,

Allhumgh all of these prableins veeor sll o0 Innpently, “slimming™ and PIC Froces protloms ran
I expacied Bowersen as the incumbont Belt companies —1omoerly oemsidercd nentral parties
cndlinkle o oclicet and adeineseer T mfoermglicn By Ogstiongrs —ans Tuing piven anthorin o
cerm el For ey distance {ustoiners, The itumben! 1sells were modoraely smonsseful in helping Lo
proeven sismoing i e past. Mo as they compele with loang distaue campatics to win
cuslorners, ey Fmwe no cowepdivo 4 act 03 geutral maeer o adminisbor customer TRC
mfoenalion

Carrier Impacts Resuliing From Froblams with PIC Adrinistration

Ui gt meser blsiowesy 2ned % "mins Fak usiness Lor seata mab o povewes, compelifive carriers el
L 1 L alalafy oF She cus e wfreel Ciange carviees. D i cwrreen | S-fea wnieet, thar's samebmes
alifGu 1 Mo cuslomers to wedorsn or manage.

* TR Jocak carveder can Irecer the cestomer's PIC withowt Iiseler bnowledge. S, the cushas s
mwwy infarnn e aew witer-exchingy carTisr thar thew wish ta mowve, bot the mawe Joeso't
acluolly buke plare hocaase of the PR reeee.

& I e castmme s PIC < Jungee 35 oal made o imebr fashion, the old careier oy contdnmg to Dl
He w2 labier ot the sane dione e oose carier i sonding bilgs, Biling peoblemws e sulbfg: fron:
s nisrieniagement gre difficole asd Enwe-consomsing 1o el This fruemate s B Sustoner and
alten esnits m e cuslower milsmisrieg, e sewe oy on Dwe okl camier znd i1 Tadong meoTe
wvluetant t0 change caTTicTs o0 e oo

Neutral PIC Administration
A Simple, Higfly Achievahlie 5 ofution

Crenputiion may have s fhece problams, butsee A3 oot heve b sacrifice compelillon m salve
Q. P, 0 an acceptable seluthon i nor fund, these problems will selwally ssnee a5 5 barciee
L pompatitionnt, 1l customers are waple b move Jrocly botween carriecs and Sartivrs see their
ad Zressulsde rearket shrinking ws o resuil, hen cormpetGon and U cuslomer lose, Farninabily, dn
aclievable sodution uxlers thar will epeady impreve (e PIC admemistrabon process wlole pressrving
e oanpratitive sovicdronent that comsumer guoiops and regulabors have fuugrht o hard aswld = lom)e

b rrea b

An Unbiased PIC Adminletrator

B an e ieonrme e vehess ouce-ngabal iacsmbent focal canioes have now been g]-antud the frecdon
to corneplp Far lang diskance cusdomery, e oo lepival vBap o W Bansfer adaundstrabon of the
cutldiwe’s cheaice of carcier f0 an unbiimed PHC ad mindstrator. For yours, incumbent local carrivrs
wirs the reesonable choice for the jdwinistration ol PHD. Althewgh e offosts ko Freven|
"5=:|"r:m1.-n_i_ng“ Mave Leen oyl []Ii?ili—'l'ﬁ‘l[‘[:lr' surcesstul, ey Bave ptlwesise dome well i St wi preicidy
Toey Mave arss groatly boenclised: el fompnies eojoy 2 healthy zevanne oneamn from 300
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Mg ran

ardnsinisluabicn Ty spertng iber-eechanpe Customers Sereioe Cuenbers, or TCSCs, and charging Both
varsiers and consunmns bor Wir services. Bup g IRt ey dne conpebiy: far the might oo be the
anstemiet’s prefemed inter-exchanae carrier, Bell companies are no longer 1B cight choics to
ardmimisier PIC The teast solnben to seree the consomner s o baee Bde work performiod Lar an
urizlawed, ron-competitive PRC ademiniskzater.

Be dutinitton, an unbiased  adminicteation scrvice s not ewened  of  speraled baeoaoy
oclewunmynrications service prowider, A <arkitrs ey aol influeme o s that it wonld favor o
wrrir ur proeup of carmers ever another, Jbs prietily s W oserve Qe custormer and e ensre that
vistroner PR imdoouation Juws cocretly and promptly beteesen carsices, 1y keeping his‘acical
recerds om cusiomar FIC dnlosmalion, an anbiwsed wehrimdstrakar conld holp reguiaksrs tr mediate
dlizpailes bobworn varniers wicl bebeceny carners aned castomers, Begnlarars renld Lrack e Boeluvior
of fadusly pacticipants writh oeds ceal Lane dali This b= Bwe Dest way %0 Anally put anoend o
“slamung” Ccrammvings® and coslorer sjlling lewslsfons caused b croblone with PIC

advngosbrglion
TR I i snyphe S = e monwnieny G 0TC efniwisrm o o o inckamhentt 5T e trad parie-- aeed, as
el e maiiiess T 25T AEE s Gl S0 fTsSeRGH afer fronsaonion 18 @ v TeeRs e RS Conr

The Problem with CARE Administration

I e vy sloxe of long distmwe conpetibon, ar industryr record specifzeation called CART, the
Custamaar Ascomnr Rerord Frchangs, waz dovelopoed (o facilitat e cxchange of cusiomer accoane
inforrmreatiom bemveeon longn dicemen compamios and Ineal czewice providers — than, e dnemmbent
Folephone companies (lhe Lells and U Iedeprendienle). e CARE recond iweloedes veoene, Lillia, ansd
cervice Jdd rese irdovmation. service preble, customeas PIC and reseller inrormation,

CARLD exchangre bebwesn Livcal and Loy disfance carviers worked well for years. but bhday, with the
preali‘ers ton of ca-riers and roeellzrs e 2o marketplace, CARE oxchange oflon breaks down,

Customer impacts Resulting From Probisms with CARE Administration

= LUANE recerd quiliy has depraded siprulicantlys Many oew local carriers have antsred Lhe
awrket and are wndomuiliar with CARD practioes. Becoeds ane cither slowe to Be senb sent o a
ot l hal does nolmee] ehe ind usiey standend, o ced senl alall Mehen Ihis hapgens..

= DARE sl processed fna hmwely basis. cesulling o cestenter Billing problems that are Hone
swensurning ond didfiewlt ko solve

v Service problemns mod serviee mitermupbons are all toe coeguent wleoocusbomers eae e heir
right Lo changecartiers becanse Lhe now carier isn't beoght into the "information luop® threwgh
the prompt recedpt of a CARE record, or e ald carder i5n't notificd premptly that the customer
Dts areevisd,
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Carrnicr Impacts Resulting From Froblems with CARE Administration

A Billion Bollar Rroblem

O arziars mre dlso ot |.31_,' e kAl owe oof U0 frona B exchamgl . Whep Uell companies and compea i
Tozal ¢xrriors resell hoir mebwmk sopvices, the nao of the messller or ITWE-F privider s rarcly
aezilaibbe b the long distancs carrier. 1Nig is vepeasialle husfal ba carviea st have “casual colling”
proecimts fhear allon customers whg o oot need b pee-soleaTibe tn dial a spedal sering of cdigite [10-
1620000 1 acwess the carmiers twbwork.  These cosnal calling products are vepe popular among,
cistommets ard repreant a sieaificant surce of reveue —someatimes Qw amaienty of reveaue —for
many lmg Jistance conppaiies. IF {heso copparies are wable 1o idf-nlf_ll!,- g customar sy i
averssita IPGE febvork, IR cannot bill for e cadl. Worse, Haey may inadvectenily Teck calls from
a webner whnis willngs to pav 1arinoking thecall.

Letgmates eavhizlied B 47005, e Alliauer ot Tdeoomnuiicafions gty SolnSone. reveal 1Rak
we blliec: dollars anmiea My s lost inrevenos, imissedl OpROTEURies ) urn reventis, A5 o pemabing
cist increases Tlewe revanue lossec relote ta DA prebloms thal sler 'rom the lack of roscller
inforooten that sheuld b sadhanged Bofeeoun kcal and long distince carvisre Thes Lossos are
vrmErted Lo dWrca s every vear

Today, natinn [aog distanee carciers ankl bdling, com punics. soffer most of Bwse losses, but i the
Mdure as more and noore sompeliiers coter the morka, the problem wall keodiie 2vin oo

prewalent. 1Tow can Eoee pealdems b splveds

Centiral CARE Administration

Corrioms hawe [ dicie svn veeneks solved o problem thal is sooilar B the ome presentod by CART.
Hunwdreds of facililics-Lased varmiers conncet theer signaling meivorks through bubs, or aggregalion
poinis = saccder b reduce Bhe cocls of fnberommaetian and frswre that calla ae rogtad e the comrect
dustimation. This coneept 2an &a2ily e covisioned frr CLBL ewchange; instead ol Al carivrs
chdicbug ke e anollar b crchange inlommation, Qwey can comnect their systomes fo g central
wervive poinle-a TARE aggeegation center. The simplicily ol suvh o eenter can be seen o Hhe
tliagerain belonw.

B

I¥ snele o sim e model oxitsba a Simple question remains - why haven’t carriars alread) adopted a
venral aeddH e LART, whoensin crstomesr inforrmation i cvaiiable o carders autharized by the
Clsbnner o I}":lriwid'e sorvice? Jho amawer Tics, agat, 0 probloes with competion. Keben o of
CUS lcner Enlarmeabtion s itpartant Lo cRrricrs. Soone carciers aee rlucRn 1 solve the EJ'IL"L1:E1'|'-.
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Fevaaze e prgvader thad conleods costomer informabion Also es copbrol orop g sustime' s BLsines -
In such a cose, it coon bacomme vocy didficult for gruother provide: by compete For Bhat businass.

Ir todaw's Relecommmmnicalions covironment, whers = large fmmbsr al cariers compels Lor
vuslomzrs, e beer and siooplest seluiion s to cenmaliac CARE sdministrabon. Macaging CART
feny a central soreice poent chsares the hmeliness amd acciracy of the infurmation aeclwumeed
Pl proviiers, and asiagning a nenieal, unbiaced presidee that i unatigied with ang caricr or
wzeof carriers provenls for ther aboges of B proeess. Boll custemers & carclers win.

What Can Regulators do About PIC and CARE Problems?

A number oF atate repyfabary budics as vl as MARUC are strugeling with cusmamer 2od/ or canter
CERn A s s ianes elating Lo CARE and M proldoms. Seme Faye ovow Joearsd wenekit g gioaps
o feans an lindingg sonBoNE (vow Yok and the e Bngland skates, e, WEOPLRCD Blere stabes
roed Logree chesa prnbleey Qo adtenBen they deserve. Carmiers used ko domg thinps “the nld way
need ti ke seged by regalsioes b adopt B "single agg epalion gednt” saluetions,

ersbar, s o trasted, cenieal s oogsEretor ob indwslne wide serviees such as the Marth Americs:a
Sorchering an (NAND ond ihe Memibwr Portabiliay Adminisimation Cuntee, the NTAT, hil
dessipned beth PIC and CANE adidmwtraen solytions that can be imple oenfed on o statewide hasis
weithin s vear e LR mendls, Pop slabes wishing o peove the concepl hoibe solulions can ke
Juplenud onoa lrial basis witkon sy manths. [ decied fo he snroeseful, the trial solutions fan 1k en
b migrated into lenp-ero solutiuns, XenStar weodcode st o stale prgalitons and we are
propurmd 1o suppart the aiaimges wilh congeete nbornialion ebont near-ret, :higm:r' aclicvabi

N IR

Conclusion

In tinday's Felerommnnecations envicnnmeal, whers a large numbar ol careiers competa for
Festes, 1 makes sense o coofralize PLC and CARF admingsmaton. Managing 0 and CARD
frewm a cenlral gorsioe potnb eigdies e Gochess amil accuracy o the ifoemotion exchanged
Ieriwign prividers, aad assigesnp o proveder that js walipoed widh s carrier or graup of carnews
prevents further abuses of the process, Sofh onsioneeas and Qa00e7s i,

Ibiazsd PIC twlenivistration ancl cealoal CARE administralion are acddovalle, near-term enlarigns
Wit Hwe Lialp of regulatoes who can eneenmage (he partcpation by carriers, thegs solub e can git o
lvieg sy pesveund enabing opllpdvlilivn wa LUHEL,
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